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Centralized Customer Service

Management System

(Remedy 7-CCSMS)
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What is Remedy 7 and what does it do? 

 Remedy 7 is the world’s leading issue tracking software 
that allows the user the ability to improve customer 
service by facilitating the tracking, assignment and 
fulfillment of requests received from customers.

 The District already uses Remedy 7 in some areas for 
tracking internal service requests made to the 
Information Technology Department and by Operations 
& Maintenance to track SCADA related issues.

 This implementation will add this functionality to the 
Office of Ombuds and Open Government, Board & 
Executive Services, the Executive Office and Service 
Centers.



User friendly 

interface provides 

the public with 

the ability to 

submit their 

request and 

receive a tracking 

number for use 

on-line.

Convenient On-Line Request Submissions



Easy tracking of 

requests through 

the District 

website.

Real Time Case Status Reporting



Intake and Processing



Enhancements to Assignment & Work 
Tracking Capabilities



Comprehensive Snapshot Tracking 
Capabilities



Ombuds

Service Centers – At A Glance

Reporting Capabilities Continued



How are we doing?

Survey generating 
capabilities will allow 
for tracking of 
customer satisfaction 
in real time.

Survey statistics can be 
generated by county, 
most common topics of 
inquiry and type of 
constituency (public, 
utilities, environmental 
community, 
government entities 
etc…)
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Success is never final

Upgrade will increase accountability 
and allow management to identify areas 
where further improvements in the 
service we provide to our constituents 
can be achieved.

Go-Live date: September 14, 2009.
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QUESTIONS?
Thank You!
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